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MEMBERSHIP SERVICES - PROBLEM MANAGEMENT 

SCOREBOARD 



PROBLEM/ 
GROUP 
ASSIGNED 



EVENTS 



DATE FIRST 
RECEIVED 



PROBLEM DESCRIPTION 



CURRENT PROBLEM STATUS 



Model not 

dialing/Con 
errors 



42 



Coiiunications 
Manager (COM) 
Errors 



38 



Modeis not 

running at 
2400 baud 



All Three 
Assigned to 
RTS/Briney 



15 



Modeis that are supposed to be Hayes 
7/1 coapatible, including Hayes lodeis, 
are not responding to our software. 
Soietiies they won't dial or even 
respond in any way to the PRODIGY AT 
string. 



7/1 Meibers are receiving CM errors even 

aft4r checking and PLSes on 
coipatible lodeis. CH6s seei to be 
the predoiinant error. 



Modeis that should connect and run at 
8/26 2400 baud are not. 



The PLS/Reception Systei link ("first 
•lie") is where the work is now being 
concentrated. RTS has been visiting a 
nearby leiber who has been experiencing 
these probleis to watch the data string 
froi the reception systei side. 
Meanwhile, MSS2 will be testing a 
proposed code fix that could penit 
leibers to change the conunications 
portion of their PRODIGY software. One 
other fix being researched is to change 
the size of the data packets being sent 
to the leeber froi 256 bytes to 12B 
bytes. This iay ease the probleis we 
have been having with lodeis on poor 
line conditions. The research teai has 
subsequently concluded the probleis are 
heightened in the "first lile" because 
the noise on the telephone lines causes 
the error checking Scheie to becoie 
confused between the reception systei 
and the PLS, so that while the 
reception systei is trying to recover a 
bad data packet, the PLS is trying to 
send a new packet. Several scenarios 
are now under consideration while the 
situation is still in problei 
determination, including creating a 
test verison of the software that could 
be tailed to a siall nuiber of people 
having the problei. One consensus was 
that we are not coifortable with having 
leibers change the PRODIGY dial string. 
One other thing under study is whether 
the problei could be with a new UART 
being used in soie of the newer PC 
configurations. 
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PROBLEM/ EVENTS DATE FIRST 

GROUP ASSIGNED RECEIVED 



PROBLEM DESCRIPTION 



CURRENT FRG5LEH STATUS 



Household 33 9/5 Soae aeabers with Version 5.0 

■ethers not software were not able to enroll 

able to other uesbers of their household. In 

enroll. other instances, new aeabers 

enrolling for the first tise would 

RTS/Briney and freeze up when they atteipt to change 

Data their temporary password at the end 

Collection/ of enrolment. 
Barlow 



It was our intention to close this 
problea this week, but another event 
crooped up Wednesday, K53 was able to 
enroll the aeaber froa here. The 
problea has evolved because of 
ais-aatched enrollment objects between 
TFF and the reception systea. The 
current feeling is that TPF still does 
not have all of the new objects in 
place. 



SMSR-2 



RTS/Briney 



9/1* 



A saall nuaber of aeabers are 
reporting this problea. 
Reinstallation is the only way this 
situation can be fixed, at this tiae. 



The problea is seen in the stage.dat 
file. KSS has been getting several of 
these files in froi aeabers and passing 
thea on to Tony Uitek in RT3 for 
analysis. Heabers are being offered a 
aonth's free service for sending in the 
disks. One of these probleas occurred 
in-house earlier this week. In several 
of the cases, including the in-house 
situation, the stage.dat file were froa 
earlier versions of the software. One 
of the stages that were sent in froa 
aeabers had been built in February. In 
its current problea determination 
status, it would appear that the stage 
files are not being updated, .for 
whatever reason. The stages should be 
up-gradeable, even though the reception 
systea file (rs.exe) has not been 
upgraded. For the tiae being, 
installing or reinstalling the current 
level of software fixes the problea. 



Freezing 
Screens 



RTS/Briney 



9/16 Service has begun to freeze up on 

ueabers' cachines after they have 
been using the service for only a 
short period of tiae. No error codes 
are in evidence. 



The situation here is being oonitored 
by both KSS2 and RTS in anattempt to 
catch a trend. MSSE also is coaparing 
reports received froa TINA. The early 
suspect here is the higher clock speeds 
being used by soae of the newer clone 
machines. Two other areas being 
investigated are cocaunications 
probleas and the recent probleas with 
the stage. dat/enrolinent. The hang 
could be evidence of a aissed 
coaaunication process, in which both 
ends of the connection are waiting for 
soaething to happen. 
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PROBLEM/ EVENTS DATE 'FIRST 

GROUP ASSIGNED RECEIVED 



Graphics 

15 7/S9 

Systeas 

Planning I 

Adiinistration/ 

Canfield 



Vendor DOS * 6/9 

RTS/Briney 

Zuckerboard 3 B/i 

■eiory 

expansion 

boards not 

recogniied 

RTS/Briney 



Meabers lose . H 9/7 

profile at 

enrollient 

RTS/Briney and 
Delivery I 
Data 

Collection/ 
Barlow 

DOS *.0 4 9/11 

RTS/Briney and 
KS2 



PROBLEM DESCRIPTION 



Very high resolution graphics 
equipient (aoni tors and graphics* 
cards) are not capable of displaying 
our software in its current stage of 
development. The aanif estat ion is as 
double iiages or no display. Another 
problei is that the graphics card is 
not being reset to its default color 
palette after exiting froa PRODIGY. 



A nuaber of Vendor versions of DOS 
have not been able to run with 
PRODIGY Software. 

Meabers using Zuckerboard cards for 
aesory expansion are freezing with a 
"Prograa Too Big To Fit In Meaory' 
error aessage. 



iHi#RESQLUTIONS««# 
After changing password in 
enrollaent, aeabers receive the 
technical error screen. They try to 
log in using the old ID and Password 
and are told they are no longer 
valid. TPF only gets a partial 
profile of the aeaber, yet EMS and 
billing have received full profiles. 



CURRENT PROBLEM STATUS 



This is being treated as a low priority 
itea. Graphics probleas evolve across 
very high resolution configurations. 
The incidence is not high and 
Developaent wants to eove in the 
direction of extreaely high resolution 
graphics as the software evolves. There 
are three manifestations: Hi-resolution 
aonitors, colors not being reset upon 
PRODIGY exit and a ssall nuaber of 
others. This single grid is currently 
being split into three grids. Don 
Canfield is looking into the two 
situations that involve aonitors. 

hSS is having aeebers install with 
either MS-DOS or PC-DOS, only, and 
trying to liait the usage to floppy 
disks for the tiae being. 

This is a new problea. Coapatibility of 
Zuckerboard aeaory expansion cards 
needs to be researched. The PRODIGY 
Installer does not see the oeaory that 
is loaded on the Zuckerboard. All 
atteapts to troubleshoot this problea 
have been unsuccessful. 



The fix here was to have TPF write the 
profile information to its storage 
prior to sending the data out to QMS. A 
patch has been put in place and tested 
during the past week and the problea 
seeas to have gone away. Meabers who 
had not been able to enroll (9) were 
given new IDs and Passwords. They are 
now working. 



Meabers with IBM DOS 4.0 are not able 
to install the service. Although 
there is a workaround, it is not 
available unless the seaber has 640Kb 
and a hard disk. 



MSS is suggesting the fox for those 
aeebers with the appropriate 
configuration. Fix software id being 
tested currently. A letter explaining 
the situation to those reporting the 
problea will be going out to these 
aeabers this week. 
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